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ACHIEVING  QUAUTY  SERVICE 
IN  THE  PUBUC  SECTOR 
THROUGH  BET  T ER  PUBLIC 
RELAHONS 


Albertans  expect  Public  Service  employees  to  carry 
out  their  duties  efficiently,  effectively,  and 
courteously.  How  we  respond  on  the  job,  in  person, 
at  the  counter,  over  the  telephone,  or  in  writing  may 
directly  affect  the  attitude 
of  the  public  towards  the 
Public  Service  in  general. 

Good  public  relations 
- which  includes  patience, 
sensitivity,  and  a willingness 
to  listen  and  to  explain  - are 
essential  to  show  that  those 
of  us  who  work  for  the 
Provincial  Government  are 
sensitive  to  the  concerns  of 
the  public  and  that  we 
recognize  our  responsibilities 
to  the  citizens  of  Alberta.  ” 


The  Honourable  Greg  Stevens,  Minister 
responsible  for  Personnel  Administration 

Your  Role  in  the  Public  Service 

As  a government  employee,  you  are  part  of  a large, 
complex  organization  whose  primary  goal  is  to  serve 
the  citizens  of  Alberta.  This  organizational  goal  can  be 
achieved  only  through  the  individual  efforts  of  those 
who  make  up  the  organization.  That  is,  the  more 
effectively  you  do  your  job  in  serving  the  public,  the 
more  successful  the  public  service  is  in  fulfilling  its 
mandate. 

Whether  you  deal  directly  with  the  public  in  person  or 
over  the  telephone  or  indirectly  through  letters  and 
reports,  ultimately  your  main  priority  should  be  quality 
service  to  the  public.  Citizens  should  see  government  as 
being  there  to  help  and  serve  them,  but  unfortunately 
that  is  not  always  the  way  they  view  it.  Sometimes,  the 


very  size  and  complexity  of  government  proves  to  be  a 
barrier  to  effective  public  service.  And  that  is  exactly 
where  individual  efforts  become  so  important. 

What  is  the  Image  of  the  Government? 

Nowadays,  many  people  seem  to  hold  negative  views 
of  government.  They  see  it  as  a remote,  faceless 
bureaucracy  made  up  of  meaningless  talk,  stifling 
regulations,  incomprehensible  forms,  and  unresponsive 
civil  servants.  Citizens  complain  that  government  at  all 
levels  is  an  institution  that  never  quite  answers  their 
questions,  does  not  respond  to  their  needs  quickly 
enough,  confuses  them,  and  generally  treats  them  as  if 
they  don’t  matter. 

Are  such  views  justified?  Why  would  the  public  think 
such  things  of  organizations  whose  prime  purpose  is  to 
serve  them?  Perhaps  it  is  simply  a misunderstanding. 
Or  perhaps  government  simply  has  what  is  sometimes 
called  an  image  problem. 

''Although  government  responsibilities  may  differ  in 
many  respects  from  those  of  private  sector 
corporations,  good  public  relations  and  the  creation  of 
goodwill,  public  understanding,  and  acceptance  are 
universal.  A quality,  efficient,  and  co-operative  senice 
will  enhance  the  public's  perceptions  and  attitudes 
towards  government  and  its  employees.  ” 

J.E.  Db(on,  Public  Service  Commissioner 
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Does  the  Public  Sector  Need  Public  Relations? 

In  the  private  sector,  companies  spend  huge  amounts 
of  money  on  advertising  and  public  relations 
campaigns.  These  campaigns  are  designed  to  get  the 
customer  to  view  the  company  and  its  products  in  a 
favourable  way.  That  is,  the  public  relations  campaigns 
try  to  enhance  the  image  of  the  company  and  its 
products.  But  as  we  all  know,  a change  in  image  does 
not  always  mean  a change  in  product  quality.  Image 
and  the  quality  of  the  product  may  have  very  little  to 
do  with  each  other  - except  where  the  product  is 
service. 

The  reason  is  that  often  the  very  things  that  help  to 
build  a favourable  image  to  the  public  are  also  the 
things  that  enhance  service.  If  the  image  is  to  be  one 
of  fast,  friendly,  efficient  service,  then  having 
employees  treat  customers  in  a fast,  friendly,  efficient 
way  will  create  the  desired  image.  Service  is  itself  based 
on  the  very  things  that  public  relations  seeks  to  achieve 
- goodwill,  co-operation,  and  support  from  the  public 
the  company  serves. 

But  that  still  doesn’t  answer  the  question  of  whether 
the  public  service  needs  public  relations.  If  government 
has  an  image  problem,  what  should  be  done?  Is  a 
private  sector  strategy  called  for?  Does  an  image  need 
to  be  created?  Is  that  what’s  really  important?  Let’s 
stop  a moment  and  consider  what  is  involved. 

Your  Priority 

As  a government  employee,  you  have  as  your  priority 
task  the  job  of  serving  the  citizens  of  Alberta.  The 
public  are  not  just  your  customers’,  they  are,  in  a 
sense,  your  employers.  Quality  service  is  the  major 
goal  of  the  Alberta  public  service,  and  you  are  the  key 
to  that  goal. 


Your  priority  is  service,  and  tbe  image  you  present 
to  those  you  serve  affects  tbe  quabty  of  service  you 
can  provide. 


“/if?  most  Public  Service  areas,  the  initial  point  of 
contact  is  the  first-line  person,  who  has  the  ultimate 
responsibility  of  representing  the  Alberta  Public 
Service.  It  is  in  this  first  point  of  contact  that  the 
image  of  the  Service  and  the  tone  of  the  interaction  is 
set.  Therefore,  the  importance  of  first  impressions  is  so 
very  critical....  ” 

Judith  Jossa,  Director,  Organization  Development 
Division,  Personnel  Administration  Office 

You  Are  tbe  Government 

When  the  public  criticizes  government,  you  probably 
resent  the  negative  image  you  get  saddled  with  just 
because  you  work  for  the  government.  Yet 
“government”  is  just  an  abstraction,  a term  that 
people  use.  Government  is  actually  nothing  more  and 


nothing  less  than  the  people  who  make  it  up.  In  other 
words,  you  are  the  government. 


To  tbe  members  of  tbe  public  you  deal  with,  either 
directly  or  indirectly,  you  are  the  government. 


Whenever  you  deal  with  a member  of  the  public, 
directly  or  over  the  phone  or  by  letter  or  through  a 
pamphlet  you  prepare  for  public  use,  you  are  the 
government  to  that  person.  The  way  you  come  across 
to  that  person  is  the  way  government  responds  to  him 
or  her.  If  you  are  genuinely  helpful,  that  citizen  will 
see  government  as  genuinely  helpful.  If  you  respond 
quickly  to  a request  for  information,  that  citizen  will 
see  government  as  efficient  and  well-organized. 
Unfortunately,  the  opposite  is  also  true.... 

*"We  seldom  hear  positive  comments  about 
government  and  the  services  offered.  If  we  work  hard 
at  providing  quality  service  and  good  public  relations, 
perhaps  we  can  change  the  negative  image  of  the 
Public  Service  to  a more  positive  one  and  at  the  same 
time  develop  a sense  of  pride  in  our  accomplishments. 
Both  the  public  and  we  who  serve  them  end  up 
winners  in  the  exchange.  ” 

Pat  Nicholson,  Manager,  Training  and  Development, 
Organization  Development  Division,  Personnel 
Administration  Office 

But  Is  Image  Really  Important? 

Should  public  service  employees  really  be  so  concerned 
with  the  impression  they  make  on  the  public?  After  all, 
service  itself  is  the  main  thing.  Isn’t  image  just 
something  put  on  from  the  outside,  a kind  of 
superficial  trick  better  left  to  advertisers  and  others 
who  wish  to  manipulate  the  public? 

The  truth  of  the  matter  is  that  image  can  be  an 
illusion,  but  in  its  best  sense  it  is  a genuine  reflection 
of  attitude.  And  attitude  is  a key  component  of 
service. 

Your  job  is  to  serve  the  public,  and  anything  that 
impedes  or  hinders  you  in  that  task  is  a problem.  A 
negative  image  will  create  such  a problem.  A negative 
image  will  become  a self-fulfilling  prophecy.  In  other 
words,  what  you  expect  to  happen  does,  in  fact, 
happen  because  your  expectations  help  create  the 
situation  you  expect.  For  example,  if  you  expect  the 
public  to  be  hostile,  you  may  act  in  ways  that  actually 
evoke  hostility. 

If  the  public  holds  a negative  view  of  the  public 
service,  you  cannot  be  as  effective  in  serving  the  public 
as  you  need  to  be.  If  you  feel  you  are  being  thought  of 
as  an  ineffective  bureaucrat,  you  will  find  it  hard  to 
serve  those  who  think  of  you  that  way.  And  if  you 
think  of  the  public  as  hostile  and  negative  toward  you, 
you  will  be  less  likely  to  want  to  serve  them  well. 


-2- 


These  things  are  all  matters  of  attitude,  and  they  affect 
service  significantly. 

If  you  present  a negative  image,  you  eventually  create 
negative  attitudes  - both  your  own  and  those  of  the 
public.  So  yes,  image  is  important  because  image  is  a 
reflection  of  attitude  and  attitude  affects  service. 

How  Image  is  Conveyed 

Public  relations  is  often  defined  as  an  organized, 
systematic  activity  that  seeks  to  build  goodwill,  co- 
operation, and  support  among  the  publics  of  an 
organization  through  two-way  communication.  In  the 
private  sector,  this  usually  means  communicating  an 
image  to  the  public  through  the  various  media. 

Perhaps  the  thing  that  makes  such  public  relations  and 
image-building  suspect  is  that  such  communication  is, 
in  fact,  one-way  not  two-way. 

In  the  public  sector,  though,  there  is  little  need  for 
some  organized,  systematic  activity  such  as  an 
advertising  campaign.  Your  job,  the  day-to-day  service 
you  provide  to  the  people  of  Alberta,  gives  you  ample 
opportunity  to  build  goodwill,  co-operation,  and 
support  for  your  organization.  If  you  are  a 
receptionist,  you  engage  in  public  relations  every  time 
you  answer  the  phone.  If  you  write  letters  to  the 
public,  you  are  not  just  writing  a letter  - you  are 
involved  in  public  relations. 

Any  time  you  deal  with  the  public,  either  directly  or 
indirectly,  you  are  conveying  an  image.  You  are 
involved  in  public  relations.  And  if  you  convey  a 
positive  image,  you  will  be  building  the  goodwill,  co- 
operation, and  support  of  the  Albertan  public  that  you 
need  to  do  your  job  effectively.  And  how  you  do  that 
hinges  on  good  two-way  communication. 

Quality  Service  and  Positive  Image:  Both  Begin 
With  Communication 

Good  service  builds  goodwill ...  and  vice-versa.  By 
demonstrating  a sincere  and  positive  interest  in  the 
needs  of  the  public,  you  will  create  the  kind  of 
relationship  with  the  public  that  is  necessary  for 
effective  service.  You  will  set  the  stage  for  two-way 
communication. 

And  good  service  depends  on  effective  communication. 
In  serving  the  public,  communicating  is  something  you 
must  do.  You  have  no  choice  about  communicating. 
Even  refusing  to  communicate  says  something.  The 
choice  you  do  have  is  whether  to  communicate 
effectively  or  ineffectively.  Effective  communication  is 
vital  if  you  are  to  do  your  job  well.  Regardless  of 
whether  you  deal  with  the  public  directly  “over  the 
counter,”  by  phone,  through  letters,  reports,  or  other 
written  materials,  your  communication  skills 
significantly  affect  the  quality  of  service  you  provide. 
But  communication  as  it  affects  service  is  more  than 


the  words  you  speak  or  write.  Many  other  things 
communicate  an  image  (and  your  attitude)  to  the 
public  as  well.  Sometimes  our  body  language,  our 
smiles  or  frowns,  our  tones  of  voice,  or  even  our 
appearance  may  serve  to  communicate  an  image  to  the 
public.  Sometimes  even  the  look  or  feel  of  the  office 
the  public  comes  to  will  say  something  about  us.  What 
we  have  to  remember  is  that  we  are  communicating  all 
the  time,  and  we  should  make  sure  that  we  are 
communicating  what  we  intend  to.  We  must  realize 
that  effective  communication  is  not  easy,  and  many 
things  serve  to  make  it  difficult. 

Some  Common  Communication  Mistakes 

Often  we  make  the  mistake  of  thinking  that  just 
because  we  are  talking  or  writing  we  are 
communicating.  This  is  not  always  the  case  because 
unless  we  are  actually  sharing  information  and 
understanding  with  the  other  person,  we  are  not 
communicating  effectively.  Often  we  make  assumptions 
that  get  in  the  way  of  effective  communication: 

• We  think  that  words  mean  the  same  thing  to  others 
as  they  do  to  us 

• We  think  that  because  we  are  talking,  others  are 
listening 

• We  think  that  when  others  are  speaking,  we 
understand  them 

• We  think  that  because  we  say  things,  others 
understand  and  remember  them 

• We  assume  that  others  have  the  same  interests  or 
knowledge  as  we  do 

• We  assume  that  because  a person  does  not  ask 
questions,  he  or  she  has  understood  us 

• We  feel  our  viewpoints  are  more  important  than  the 
viewpoints  of  others 

What  these  assumptions  mean  most  of  the  time  is  that 
we  have  not  paid  enough  attention  to  the  person  we 
are  trying  to  communicate  with.  Good  communication, 
like  good  service,  comes  from  focussing  on  the  other 
person. 

The  Focus  Is  On  People 

One  important  way  to  improve  any  organizational 
communications,  and  thus  public  relations,  is  to 
emphasize  the  human  touch.  As  noted  earlier,  many 
people  see  government  as  a cold,  uncaring  bureaucratic 
monolith,  yet  government  is  actually  the  people  who 
make  up  the  public  service.  If  the  sense  of  individual 
people  came  through  to  the  public  more  clearly,  better 
service  would  result. 


Effective  communication  and  qualit>  service  result 
from  emphasizing  the  “person  to  person”  aspect 
of  your  job. 
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The  way  to  make  the  human  aspect  of  government 
come  through  more  clearly  to  those  you  serve  is  to 
emphasize  the  we  and  you  (the  personal  touch)  in  your 
job.  Quite  simply,  this  means  striving  to  communicate 
as  one  person  to  another  person,  always  remembering 
we  are  human  beings  dealing  with  other  human  beings 
who  wish  to  be  treated  as  we  would  - with  tact, 
courtesy,  and  respect. 

Improving  Communication 

Sometimes,  communication  is  hindered  because  there 
are  too  many  screens  between  the  sender  of  the 
message  and  the  receiver  of  that  message.  Reducing 
such  screens  is  a quick  way  to  improve 
communication.  And  talking,  listening,  and  writing 
person  to  person  is  one  way  to  reduce  those  screens.  In 
other  words,  try  communicating  more  on  a we  and 
you  basis.  That  is,  emphasize  the  personal. 

Too  many  times,  we  hide  ourselves  behind 
standardized  language  and  jargon  that  members  of  the 
public  don’t  understand.  By  striving  to  put  more  we  in 
our  communication,  we  will  put  more  of  ourselves  into 
our  speaking  and  writing  - we  will  talk  and  write 
plainly  and  clearly  because  we  will  feel  more 
responsible  for  what  we  say.  We  will  want  our  ideas 
and  information  to  be  understood.  And  if  we  speak, 
write,  and  act  on  a more  personal  level,  it  will 
encourage  the  public  to  do  likewise. 

But  perhaps  even  more  important  than  putting  more 
we  into  our  communication  is  the  necessity  of 
focussing  more  on  the  you.  The  word  communication 


comes  from  the  Latin  communis,  which  means  roughly 
to  achieve  common  ground.  Achieving  common 
ground  means  paying  more  attention  to  our  listeners 
and  readers.  It  means  recognizing  that  we  all  operate 
from  different  frames  of  reference  - different 
knowledge,  experience,  values,  opinions,  needs,  and  so 
on. 

Good  communication  will  require  understanding  and 
being  sensitive  to  the  public’s  frames  of  reference.  It 
will  require  that  you  put  yourself  in  the  public’s  place 
and  try  to  see  things  from  their  perspective.  This  will 
mean,  for  example,  that  you  ask  yourself  whether 
certain  words  you  use  are  clear  to  a member  of  the 
public  who  is  not  as  familiar  with  them  as  you  are.  It 
may  mean  thinking  about  how  easy  it  is  for  a member 
of  the  public  to  find  his  or  her  way  around  your  office 
- and  you  may  decide  you  need  to  put  up  helpful 
directional  signs.  Sometimes  you  may  have  to  consider 
how  convenient  some  of  your  procedures  are  for  the 
public;  and  if  the  procedures  are  not  convenient  you 
may  want  to  try  modifying  them.  That  is  why  Motor 
Vehicles  Licensing  now  handles  licence  renewals  by 
mail.  In  other  cases,  you  may  want  to  revise  such 
things  as  application  forms  to  make  them  more  user- 
oriented. 

Whenever  you  are  dealing  with  the  public,  you  should 
be  thinking  of  the  public’s  perspective.  That  will  result 
in  top  quality  service  to  the  public  as  well  as  present  a 
positive  image  that  builds  goodwill,  support,  and  co- 
operation. And  those  things,  in  turn,  will  make  your 
job  that  much  easier. 
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EFFECTIVE  WRmNG 


Many  of  you  have  your  main  contact  with  the  public 
through  letters,  reports,  pamphlets,  and  other  written 
materials.  You  know  that  your  writing  speaks  for  you 
(and  for  government),  and  it  gives  not  only 
information  but  also  creates  an  impression  on  the 
reader. 

Unfortunately,  much  government  writing  seems  to 
create  a bad  impression  on  readers.  That  is  why  there 
are  so  many  criticisms  of  bureaucratic  writing: 

• It  is  cliched  and  often  pompous 

• It  is  too  wordy 

• It  is  full  of  jargon  and  unfamiliar  words 

• It  doesn’t  get  the  point  across  clearly 

• It  is  too  impersonal,  sounding  like  a form  letter 

• Its  tone  is  often  officious 

• It  intimidates  rather  than  communicates 

Luckily,  though,  all  of  these  faults  are  easily  corrected. 
Of  course,  it  takes  practice,  but  often  the  major  step 
to  writing  more  effectively  is  to  change  our  attitude 
about  how  we  want  to  write.  If  we  set  certain 
objectives  for  our  writing,  it  makes  it  easier  to 
improve. 

Some  of  the  things  we  should  strive  to  achieve  in  our 
writing  are  to: 

• Write  simply  and  naturally  - the  way  you  talk 

• Make  your  writing  direct  and  personal 

• Avoid  buzz  words  and  jargon 

• Avoid  using  more  words  than  necessary 

• Use  specific,  concrete  language 

• Use  current,  standard  English 

• Write  so  you  cannot  be  misunderstood 


All  of  these  goals  can  be  reached  in  government 
writing,  and  the  result  will  be  more  effective 
communication.  And  more  effective  communication  in 
your  letters,  reports,  and  other  documents  will  increase 
your  effectiveness. 

One  simple  way  of  improving  your  writing  is  to  focus 
on  both  your  purpose  for  writing  and  on  your  reader. 
Once  you  are  clear  about  what  you  want  to  say  and 
why  you  want  to  say  it,  it  is  much  easier  to  make  the 
message  known  to  the  reader.  Likewise,  if  you  consider 
the  readers  carefully,  taking  into  account  what  they  know 
and  what  they  don’t  know  along  with  what  they  need  to 
know,  it  will  be  easier  for  you  to  write  to  them.  Making 
your  writing  more  reader-oriented  will  go  a long  way 
toward  making  your  writing  more  effective. 


FOR  DISCUSSION 

• Does  your  department  have  a manual  or  specified 
writing  policy  for  letters  and  reports?  If  so,  does  it 
stress  the  need  for  effective  public  relations?  If  not, 
how  could  this  be  done? 

• Who  are  the  publics  you  must  write  to?  What  are 
their  frames  of  reference?  Do  you  know  your 
audience  well  enough  to  write  to  meet  their  needs? 

• What  image  do  you  think  your  department’s  letters 
and  reports  convey  now  to  the  public?  Should  the 
image  change?  How? 

• If  your  department  uses  form  letters,  are  there  ways 
to  make  them  more  personal,  individualized,  and 
effective?  What  changes  would  you  make  to  them? 
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ON  THE  JOB  TRAINING 


As  a supervisor,  you  are  concerned  with,  and 
responsible  for,  how  effectively  your  staff  perform 
their  jobs.  In  this  workshop,  you  will  be  learning, 
among  other  things,  how  to  train  your  staff  to 
perform  effectively.  And  because  your  staff  have  both 
direct  and  indirect  contact  with  the  public,  one  of  your 
training  concerns  will  be  how  your  staff  handle  public 
relations. 

Because  the  main  goal  of  any  government  job  is  to 
provide  effective  and  efficient  service  to  the  public, 
your  training  will  focus  on  service.  As  part  of  this,  one 
area  that  is  important  in  providing  quality  service  is  the 
area  of  communication  - both  spoken  and  written. 

Your  staff  should  be  made  aware  of  the  importance  of 
effective  communication,  and  they  should  be 
encouraged  to  improve  their  skills.  Staff  should  come 
to  realize  that  not  only  what  they  do  but  how  they  do 
it  communicates  an  impression  to  the  public  they  serve. 

For  example,  not  only  must  you  make  sure  that  your 
staff  are  well-versed  about  certain  procedures  so  as  to 
be  able  to  answer  the  public’s  questions,  but  your  staff 
must  also  realize  the  importance  of  explaining  those 
procedures  in  a friendly,  helpful  way  so  as  to  create 
goodwill.  Not  only  must  your  staff  know  the  answers 
to  specific  information  requests,  but  they  must  also 
realize  the  importance  of  responding  quickly  to  those 
requests. 

Because  you  yourself  may  be  closer  to  the  public  than 
other  members  of  the  management  team,  you  are  the 
best  person  to  instill  an  awareness  of  the  importance  of 


good  public  relations.  In  other  words,  your  staff 
should  be  made  aware  that  they  are  responsible  for 
creating  a positive  image  of  government.  They  must 
realize  that  such  public  relations  efforts  and  the 
creation  of  goodwill  are  an  important  part  of  their  jobs 
in  fact,  will  make  them  more  effective  in  the  jobs. 
Thus,  in  your  training  of  staff,  good  public  relations 
should  be  part  of  the  performance  objectives  for  any 
job. 


FOR  DISCUSSION 

• How  much  direct  public  contact  do  your  staff  have? 
How  much  indirect  contact? 

• Do  your  staff  understand  good  public  relations  as  a 
corporate  goal?  What  is  their  attitude  to  their  jobs 
in  relation  to  the  public?  Do  they  see  good  public 
relations  as  a part  of  providing  quality  service? 

• How  can  effective  public  relations  be  made  a goal 
for  your  staff?  How  can  it  be  made  part  of  other 
performance  objectives? 

• In  what  ways  could  your  staff  convey  a more 
positive  image  to  the  public? 

• Do  your  staff  understand  the  publics  they  serve?  If 
not,  how  could  they  learn  more? 

• Do  your  staff  need  special  training  to  become  more 
effective  at  public  relations?  For  example,  would  an 
emphasis  on,  and  training  in,  communication  skills 
be  beneficial? 
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REPORT  WRITING 


In  large  organizations  such  as  the  Government  of 
Alberta,  reports  are  one  of  the  most  important  types 
of  written  communication.  Information  is  conveyed 
and  action  is  recommended,  making  decision-making 
and  policy  development  possible.  Yet  your  reports  are 
not  only  important  within  your  organization  - they  are 
important  to  many  other  organizations  such  as 
municipal  governments,  educational  institutions,  and 
businesses  as  well  as  to  members  of  the  public.  Thus  it 
is  doubly  important  that  government  reports 
communicate  their  important  ideas  and  information 
clearly  and  effectively. 

Yet,  as  important  as  government  reports  are,  they 
often  have  a bad  image.  Criticisms  of  government 
reports  are  extremely  common.  People  complain  that: 

• They  are  full  of  gobbledygook  and  jargon 

• They  are  poorly  organized 

• They  use  too  many  words 

• They  are  not  readable 

Now,  obviously,  no  report  writer  likes  to  hear  such 
criticisms  levelled  at  his  or  her  report,  but  the  existence 
of  such  views  points  out  a problem.  That  is,  to  many 
people,  these  reports  are  not  communicating  as  clearly 
as  they  should. 

Fortunately,  there  are  ways  to  improve  your  report 
writing,  and  they  involve  keeping  in  mind  that  your 
purpose  is  to  communicate,  not  to  dazzle,  baffle,  or 
intimidate: 


• Keep  your  report’s  purpose  in  mind  at  all  times 

• Involve  your  reader  and  understand  his  or  her  needs 

• Give  your  report  a clear  structure 

• Separate  opinion  from  fact 

• State  the  facts  fully  and  interpret  them  for  the 
reader 

With  these  objectives  in  mind,  you  will  find  it  is  much 
easier  to  convey  your  important  information  clearly  to 
the  reader.  And  when  you  do  that,  you  create  a good 
impression  as  well  - you  are  helping  your  reputation 
and  government’s  too. 


FOR  DISCUSSION 

• Does  your  department  have  a report-writing  manual 
or  specified  policy  for  writing  reports?  Does  it  stress 
the  importance  of  user  orientation!  Does  it  discuss 
how  image  is  important  in  reports? 

• Who  are  the  publics  your  reports  serve?  Do 
different  reports  fulfill  different  needs  for  different 
publics?  What  are  the  frames  of  reference  of  your 
publics?  What  are  their  backgrounds,  knowledge 
levels,  experience  in  the  field,  and  so  on? 

• Looking  at  your  reports  through  the  eyes  of  the 
public,  what  image  do  you  think  those  reports 
convey?  How  could  that  image  be  changed?  Should 
it  be  changed? 
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